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Executive summary 
The essay aimed to evaluate brand standards, reputation management and retaining customer loyalty. The hospitality sector is very competitive nowadays. However, maintaining a pace with this sector is the best method to ensure that business provides the experiences to customers they desire and need. The study's findings illustrate brand consistency, reputation management and review management system using different case studies. It has been noted that companies maintain the standards by controlling their potential services and following rules and regulations identified by ISO. Furthermore, guest review management is considered important to raise the traffic and bookings of clients. It is an important part of the certified management system. In contrast, negative reviews may impact business operations and decrease hotels' revenues and booking levels. In addition, hotels have provided a few market trends recommendations. 
[bookmark: _Toc127531929]Introduction 
Hotel standards indicate the operational standards and the physical standards. It assists in protecting employees, guests, and businesses by forming the operations for effectiveness, safety, accuracy and reliability (Chan et al. 2021). While reputation management delivers the possibility to counter negative responses. It also gives a chance to encourage the experience of positive mentions. However, an effective strategy can deliver hotels with innovative possibilities and perceptions of rising brand awareness. Contrary to this, customer loyalty is a consequence of a reliable satisfactory experience which may cause customers to favour one brand over others (Quora and Khalifa, 2016). Hence, the essay will shed light on hotel standards, reputation, and customer loyalty worldwide. This essay will discuss the significance of guest review management and the brand consistency standards. 
[bookmark: _Toc127531930]Main findings 
[bookmark: _Toc127531931]Brand consistency standards 
According to Liu et al. (2017), brand consistency is a process of assuring and controlling the methods to regulate the hotel's image in various ways. It makes sure a reliable customer experience. Hotels maintain high standards all over operations which is important for hospitality sectors. It is noted that managing brand consistency is crucial as it assists firms in establishing a reliable and positive image in the industry. Also, it enables them to create a knowledge base for its guests due to consistent messages to the customers. Organisations regulate the standards by regulating the services and their actions, as it has been recognised that the firms in the hospitality sector strictly follow the rules and laws that are imposed by ISO standards to control service quality. In addition, ISO 14001 is a worldwide standard that defines the need for an operative environmental management system. It sets a higher standard for a firm looking to attain an ISO certification (Kivinda et al. 2021). 
It can be said that the brand of Marriott is segmented by tier and illustrated as either classic or diverse. The central morals of Marriott are driving individuals first, embracing alterations, following quality, serving the sphere, and performing with honesty (Marriott, 2023). Other hotels of the Marriott group come in luxury and provide brand consistency standards, such as Moxy, Bulgari, and others. Further, all hotels have different standards as it changes as per the class and type of hotel. It is different depending on what the hotel is trying to attain, and also, unique value propositions change the branding of the hotels (Localle, 2022). 
[bookmark: _Toc127531932]How hotels manage their reputation effectively 
Reputation management is managing and impacting stakeholders' insights, and it is about controlling public interaction about the product. The method of controlling the business reputation controlling is bout managing and analysing the insights of the guests or customers about the business. Therefore, it is a crucial part of the firms as it assists in regulating the positive standing of the market. However, a sound reputation of the hotel directly influences a hotel's occupancy level in the long term (Proserpio and Zervas, 2017). For overall growth, hotel reputation management is important and if it is implemented accurately, it will improve brand value, give a boost to hotel profit, and escalate repeated customers. Hotels mainly focus on social media platforms to enhance their reputation and develop a connection with guests and planners. Further, hotels garner good and positive reviews from their customers. 
It is observed that Hilton Hotel manages its complete portfolio with particular reference to the customer's insight and brand reputation. While regulating its brand portfolio, Hilton hotel understands that its reputation is a crucial asset and the capability to allure and maintain guests relies on the customer recognition of the brands and their related reputation. This reputation is developed from the services it provides to guests' innovation and experience. Although, For Hilton to continue to keep up its reputation, it should make sure that it provides services on its brand promise, which is to ensure every customer feels valued, respected, and cared for (Chang et al. 2019). 
[bookmark: _Toc127531933]Importance of effective guest reviews management 
Guest review management is important to increase the bookings and traffic of customers. It also makes customers feel more valued and confident about their decisions to stay at the hotel. However, management reviews are an important and necessary part of operating a certified management system. They enable customers to comprehend and analyse the management system's performance, the requirements for enhancement and change, and the appropriateness of business objectives and strategies. Nowadays, guests trust online reviews and review management software is one of the most effective tools hotels can have to enhance credibility, communicate directly to customers, produce leads, perform market research, and save prices on old marketing processes. Furthermore, Conrad Hotel is a brand by Hilton Hotel & Resort, which use the QNQ system. This customer relationship management system enables the automation and streamlining of experiences and checkout, allowing effectiveness in guest registration and the duration of a stay (Hilton, 2023). While reviewing the services of IHG hotel, customers may use their websites and get sign in to give a review. This will assist other customers who want to book their rooms or services to better understand the services and experiences of others. It also helps IHG Hotel understand customer satisfaction and what their customers truly need (IHG, 2023). 
[bookmark: _Toc127531934]Impact of negative reviews 
As per the study of Rose and Blodgett (2016), negative reviews can impact the business. If negative reviews dominate a hotel's online presence, their revenues and booking number will reduce. Clients tend to select hotels with better reviews and ratings, and earlier customers’ opinion impacts readers' minds. Negative reviews are definitely bad for any business. However, the financial effect of bad reviews not only affects the booking rate of the hotel but also affects the volume of reservations that are affecting the revenues. In addition, if the hotel or any other business does not respond to the negative reviews can lead to the following results: reduced revenue, brand loyalty among customers, low level of customer trust, failing brand recognition, and demotivating skilled and qualified workers. Hence, to avoid negative reviews, hotels must focus on delivering exceptional services and encouraging guests to share their best experiences with them. They may also provide incentives to guests who post reviews. Hotels need to better comprehend the psychology of customers behind leaving a negative review. Also, they should not underestimate the significance of responding to bad reviews (Fernandes and Fernandes, 2018). Rather they must avoid presenting them and even report them to online platforms.
[bookmark: _Toc127531935]Customer loyalty and its purpose 
Customer loyalty is the act of selecting the service and product of a company consistently over its rivals. If the customer is satisfied with the company's services and products, they will pay more and make sure the same effective and quality services they love. The importance of customer loyalty affects every metric significant to operating a company. It is noted that without happy clients, the business will not endure (Khadka and Maharjan, 2017). Such as, Holiday Inn have the best loyalty program for its customers. It has revamped a worldwide loyalty program to assist its customer in attaining a better experience in the rising market. This program involves new bonus points and tiers that will enable members to earn more points rapidly and attain rewards sooner. However, benefits include room upgrades, free breakfast, and an innovative technology-enabled platform that permits members to select the rewards they like most (IHG, 2023a). Contrary to this, in the Bulgari loyalty program, members can gain more points and exchange these points for valuable rewards. The hotel has developed loyal connections with millions of customers (Luxury Travel, 2018). 
[bookmark: _Toc127531936]Conclusion 
It is concluded from the aforementioned analysis that the hotel sector is rising, and trends in the sector are modifying. It affects the hotels and their operations. It is noted by the above study that hotels are strictly following ISO standards to maintain their brands. The hotels are also regulating their operations and managing reputations effectively. This will directly impact hotel possession level in the long term. For this, an example of Hilton Hotels is being delivered that manages the complete portfolio as per the customers’ expectations. Further, the negative review has a negative impact on the brand, and it will cause a reduction in sales and reviews and a low level of customer trust. For this reason, hotels focus on loyalty programs and exceptional services. 
[bookmark: _Toc127531937]Recommendations 
After analysing the above essay, it is recommended that Hotels should adopt marketing trends to raise their revues. It is suggested that the hotels should:
· Use social media; that is a marketing trend that requires jumping on. It is a real possibility to develop, and it also assists in improving static posts. 
· Adopt loyalty schemes that are employed to attract customers and keep them coming back again and again. The advantages of loyalty schemes are significant data and insights, repeat business, and better guest experience. Thus, hotels can provide a personalised experience to their customer, which will cause brand loyalty. 
· Stay on top of hotel marketing strategy to maintain the quick development of technology. One developing hotel marketing trend is the execution of hands-free technology. 
· Make sustainable tourism because this is the main direction of hospitality in 2023 by all trends. It will boost main investments, and the hospitality sector is anticipated to evolve and implement a more sustainable solution in all its activities. 
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